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CITY OF BRADFORD METROPOLITAN DISTRICT COUNCIL

JOB PROFILE 
	DEPARTMENT: CX
	SERVICE GROUP: WYPF

	POST TITLE: Member Services Manager
	REPORTS TO: Service Centre Group Manager

	GRADE:  PO5/6
	SAP POSITION NUMBER : 


The following information is furnished to help Council staff and those people considering joining the City of Bradford Metropolitan District Council to understand and appreciate the general work content of their post and the role they are to play in the organisation.  The duties and responsibilities highlighted in this Job Profile are indicative and may vary over time.  Post holders are expected to undertake other duties and responsibilities relevant to the nature, level and scope of the post and the grade has been established on this basis. For posts where employees speak directly to members of the Public the post holder is required to demonstrate their ability to speak fluently in English.
As a candidate you will be expected to demonstrate your ability to meet the special knowledge, experience and qualifications required for the role by providing evidence in the application form for the purpose of shortlisting. Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column of this section.

The employee competencies are the minimum standard of behaviour expected by the Council of all its employees and the management competencies outlined are those relevant for a post operating at this level within our organisation. 

Both sets of competencies will be used at interview stage and will not be used for short listing purposes. 
	Key Purpose of Post:

	1. Provide detailed technical analysis, interpretation and support for clients, software providers and other organisations by researching external sources of information and producing statistical information and reports, and maintaining a good business working relationship.
2. Direct, lead and manage the administration for major multi client public sector pension funds so they can comply with relevant legislation. This includes testing the software benefit calculation system to ensure the accuracy of procedures and practices which deliver the pension benefits service.

3. Responsible for the accurate and timely payment of pension benefits, annually in excess of £680 million. Implement controls for the running of annual and financial exercises in accordance with relevant legislation.


	Main Responsibilities of Post:

	1. Lead and manage a range of projects, developing system processes to deliver efficiencies and maintain cost and service effectiveness in the administration of the schemes.
2. Continually review working practices to improve performance standards in service delivery. Review work allocation to establish priorities; resolve problems and ensure quality standards are met.
3. Responsible for a number of key pension scheme functions and their associated systems. This includes leading project working groups, overseeing and authorising changes to working practices, and the service delivery to members of the pension funds. Continually evaluate these services against changing legislation and software developments.
4. Provide technical guidance to the Pension System Manager and the IT Systems / Project Manager on issues connected with the development of the computer systems. This includes the co-ordination of annual exercises for pensions increase and CARE revaluation on all deferred and deferred refund records where required, and the annual issue of AVC provider statements.

       Test software benefit calculations and report faults to the software provider via the
        Pension Systems Manager.
5. Undertake complex technical and administrative tasks for guidance required by colleagues in relation to any transactional work area.  Ensure those colleagues understand and are able to process that area of work themselves. 
6. Responsible for decisions which are delegated discretions within the relevant pension Regulations. Ensure due diligence checks are carried out to prevent pension scams and fraud. 
7. Responsible for the accuracy of technical information for the purpose of developing the Fund’s websites. Assist with the development of member web and employer web.

8. Actively involved in the production of a timetable for the completion of all necessary tasks for production of annual and deferred benefit statements to all members across all schemes, to comply with legislative requirements.  Ensure sufficient controls are incorporated within the exercise to identify and notify individuals who breach Annual Allowance (HMRC) tax threshold.

9. Responsible for the management of administration staff including supplementary staff required for periodic peaks in workloads.  Carry out appraisals for Team Managers, ensure that staff are assessed under the progression and career grade scheme and also encourage, monitor, review and support students undertaking vocational training.
10. Responsible to the Service Centre Group Manager, working within broad policy guidelines and objectives. Works mainly on own initiative in a highly specialised field with a high degree of discretion and delegated authority. The seniority of the post is such that the post holder is required to demonstrate strategic initiative, political awareness; professional, managerial and technical competence in carrying out the functions of the post, whilst referring matters to the Service Centre Group Manager.
11. Provide relevant information to the Service Centre Group Manager to contribute to the Service Centre management teams’ ability to determine appropriate staffing levels; training and development requirements; staff appointments; promotions and disciplinary matters in line with Council policies, and to ensure the efficient operation of the administration section.

12. Involved in senior management team meetings to develop; deliver and manage the sections growing business strategy and expansion of the administration of additional pension schemes. Assist with the procurement and evalution of any new pension administration system and selection of external AVC providers.
13. Liaise with external organisations, new partners and employers to build and maintain a good business and working relationship with them and ensure delivery of agreed standards of service. 
14. Participate in meetings with Bradford Council internal auditors; the Funds auditors and any auditors representing external clients; partners or associated employers, as necessary.

15. Regular provision of assistance; reports and statistical information to assist with:

· Complaints from scheme members or employers

· IDRP, TPAS or Pension Ombudsman cases

· Advising Management Review members, for their approval, on recommended changes to policy and practices arising from changes to legislation and to keep up with national shifts and trends in benefit services affecting scheme members.

· Performance related information and statistics to be included in client and service reports at agreed intervals, in conjunction with Management Review managers.

· Regular update of the Service Centre Action Plan to reflect both new and completed areas of work.

· HMRC event reporting and prompt payment of individual tax charges to HMRC

· Reports for JAG and the Pensions Board



	Structure:
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	Special Knowledge Requirement: Essential for shortlisting.


	Applicants with disabilities are only required to meet the essential special knowledge requirements shown by a cross in the end column

	
	Essential

	Due to the Governments Fluency in English Duty for posts where employees speak directly to members of the public the post holder is required to meet the Advanced Threshold level which will be implemented where the post requires a greater level  of sensitive interaction with the public,( e.g. in children’s centres) – where the person is able to demonstrate that they can during the interview:
a) Can express themselves fluently and spontaneously , almost effortlessly

b) Only the requirement to explain difficult concepts simply hinders a natural smooth flow of language 
	x

	 Carries out the working practices, procedures and basic operations across a number of specialist areas within the public sector pension benefits industry.
	x

	Uses knowledge, safety and environmental policies , procedures and regulations, including risk in own area  and/or other areas of work including pensions and overriding legislation.
	x

	Uses a range of specialist ICT systems across own work areas and across other areas of work.


	x

	Oversees or contributes to the management of  a budget, keeping costs within agreed levels for own area of responsibility
	

	Uses, interprets, analyses, communicates complex numerical information.
	

	Responsible for a number of pension scheme functions and their associated systems. Including leading project groups, overseeing and authorising changes to procedures and working practices and delivering that function to scheme members. Continually evaluate these services to determine their continued effectiveness and relevance against changing legislation.
	

	Provide reports for the Technical Manager, Director and Chief Executive for the purpose of Internal Dispute Resolution Procedure appeals. This includes explanations of the application of relevant legislation.
	

	Participate in the provision of and interpretation of information in connection with the benchmarking exercises undertaken by the Fund.
	

	Maintain a working knowledge of the full range of pensions legislation and prospective changes by research from sources, both external to the Fund and within it; and through the variety of publications and bulletins available on a regular basis to the section.
	

	Ensure the preparation, issue and update of appropriate Quality Assurance procedures. Receive quality audit reports and recommendations, taking the necessary timely enhancing, corrective and preventive actions required.
	


	Relevant experience requirement: Essential for shortlisting


	The applicant is required to provide evidence of having previously spoken fluently to members of the public in order to meet the Advanced  threshold level outlined under Special Knowledge above. 
 

	Minimum of 5 years experience in Pension Scheme administration of which 2 years at a senior level which has included either: applying advanced technical skills; application of the scheme within an employer environment or management of a pension team.


	Relevant professional qualifications requirement: Essential for shortlisting


	Should hold a recognised professional pensions qualification (e.g. member of APSA, IPPM or PMI), or an equivalent relevant professional qualification.


	Core Employee competencies at manager level to be used at the interview stage. 



	Carries Out Performance Management – covers the employees capacity to manage
 their workload and carry out a number of specific tasks accurately to a high standard. 

	Communicates Effectively - covers a range of spoken and written communication skills required as a regular feature of the job. It includes exchanging information/building relationships, giving advice and guidance, counselling, negotiating and persuading and handling private, confidential and sensitive information. 

	Carries Out Effective Decision Making - covers a range of thinking skills required for taking initiative and independent actions within the scope of the job.  It includes planning and organising, self effectiveness and any requirements to quality check work.

	Undertakes Structured Problem Solving Activity - covers a range of analytical skills required for gathering, collating and analysing the facts needed to solve problems. It includes creative and critical thinking, developing practical solutions, applying problem solving strategies and managing interpersonal relationships. 

	Operates with Dignity and Respect - covers treating everyone with respect and dignity, maintains impartiality/fairness with all people, is aware of the barriers people face.  


	Management Competencies: to be used at the interview stage. 


	Operates with Strategic Awareness Our managers work with corporate priorities and policies in a joined up way with others, internally and externally. Works democratically, transparently and accountably.

	Practices Appropriate Leadership Our managers motivate their staff to exceed expectations through raising their awareness of goals and moving them beyond self interest for the sake of the team or service. They consider serving the District in all that they do.

	Delivering Successful Performance Our managers monitor performance of services, teams & individuals against targets & celebrate great performance. They promote the District’s vision & work to achieve Council’s values & agreed outcomes.

	Applying Project and Programme Management Our manager’s work to ensure that outcomes and objectives are achieved within desired timescales, make best use of resources and take a positive approach to contingency planning.

	Developing High Performing People and Teams Our managers coach individuals and teams to achieve their potential and take responsibility for continuous improvement. They champion the Council’s values and goals.

	Working Conditions: 

 

	 Must be prepared to travel to address or participate in meetings, liaise with staff working in remote offices, undertake training, or visit scheme members at home, both within and outside West Yorkshire.
Must be able to work flexible hours as required by the needs of the service.  
Must be able to perform all duties and tasks with reasonable adjustment, where appropriate, in accordance with the 

Equality Act 2010 in relation to Disability Provisions.  

	

	Special Conditions: 

	You will outline here if there is a requirement for the post to have recruitment checks 

such as DBS, Warner Process.

	Compiled by:

Grace Kitchen
Date: January 2017
	Grade Assessment Date:

14.2.2017
	Post Grade: PO 5/6
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